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Introduction to the Veterans Crisis Line Application

Purpose

The purpose of this user manual is to describe how to use the Department of Veterans Affairs
(VA) National Veterans Crisis Line (VCL) Application. The Application replaces the manual
call log (paper log documents) and allows for a seamless transition from VA Suicide Prevention
Hotline to Suicide Prevention Coordinator (SPC).

Overview

The VCL application provides an electronic version of the call log. VCL also stores information
from hotline calls, which provides the ability to retrieve and view call information as needed.

The VCL application has three components:

Log Application used at the VA Suicide Prevention Hotline by Health Services Specialist
(HSS) to log calls

Response Application used at VA facilities by Suicide Prevention Coordinators (SPCs) to
document referrals and save them in the Computerized Patient Record System (CPRS) as
Progress Notes

Admin Component which is nested with the Health Techs (HT) application. This
component is used by hotline administrators and Social Services Assistants (SSA) to
audit and administer the system.

. In the Admin view, the Log Application stores call information that can later be used for

data collection and reporting purposes.

In the Admin view, the Log Application provides a mechanism for hotline staff to view
Veteran demographic information. The application also provides the risk assessment
module and the ability to identify the VA Medical Center (VAMC) closest to the caller’s
physical location.

In the admin view, the Log Application provides a means to refer a caller to a VAMC for
follow-up care. The referral is directed to the VA Medical Center’s SPC in real time.

The SPC Response Application allows the ability to document the hotline referral in
CPRS in the form of a Text Integration Utility (TIU) Progress Note.

The SPC Response Application ensures all progress notes have a common note title.

The SPC Application is automatically updated when a SPC completes the referral
process.

Veterans Crisis Line (VCL)
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7. In all applications there are prohibited characters that when entered in sequence will
return a page fault. Entries such as <%, @#, <b>, and </i> would cause the error to occur.

8. Some users, according to their roles, will need the ability to have more than one
application open at one time (i.e. Hotline and Admin applications open at the same time).
Having two or three applications open in the same session is allowed and will not cause
any issues. However, in internet explorer (IE), you cannot open multiple sessions of the
same application, it will cause a page fault error. If there is a need for a user to do this,
there is a way within IE to perform this action and instructions are provided in the
document attached below.

@j

Setting up an IE
Desktop Icon for Mult

**NOTE: Throughout this document you will see the title HSS which corresponds to Call
Responders within the Hotline application and Social Services Assistant (SSA) which
corresponds to Health Tech’s within the ADMIN Application. **

History

The VCL Project is an important function to support recent suicide prevention legislation.
The Department of Veterans Affairs (VA) has begun operation of the national suicide
prevention hotline (now called VCL) to ensure that veterans with emotional crises have
round-the-clock access to trained professionals. The VA is partnering with the Substance
Abuse and Mental Health Services Administration (SAMHSA) of the Department of Health
and Human Services (HHS) and the National Suicide Prevention Lifeline to operate the
national hotline. Veterans can call 1-800-273-TALK (8255) and press “1” to reach the VA
hotline, which is staffed by mental health professionals 24/7/365 in Canandaigua, N.Y. who
work closely with the callers’ local VA Suicide Prevention Coordinators and mental health
providers to help the callers.

Recent Legislation has been passed requiring VHA to take specific actions in the effort to
prevent Veteran suicides. The following summary is by Laura Strickler, with reporting from
Sarah Fitzpatrick in Washington.

“On November 6, 2007, President Bush signed into law the Joshua Omvig Veterans Suicide
Prevention Act. It’s named after a soldier who committed suicide in Grundy County, lowa,
in December 2005, after serving an 11-month tour in Iraq. The bill requires the Department
of Veterans Affairs to meet deadlines in providing the following services:

e Train VA staff on suicide prevention and mental health care
e Staff each VA medical facility with a suicide prevention counselor

Veterans Crisis Line (VCL)
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Screen soldiers who seek care through the VA for mental health needs

Support outreach and education for veterans and their families

Research the most effective strategies for suicide prevention

Create a peer support counseling program so veterans can help other veterans

However, while the bill requires the VA to provide these services, it provides no funding.

On February 6, 2008, Representative Leonard Boswell (D-IA) and Representative Robin
Hayes (R-NC) introduced the Armed Forces Suicide Prevention Act (H.R. 5223). This bill is
focused on Department of Defense implementing a comprehensive suicide prevention
program within all branches in the military, including National Guard and the Reserves. The
Air Force implemented a suicide prevention program in the 1990’s. By 2002, the suicide rate
had declined by 33% and researchers found a decrease in violent crime and family violence
after program implementation. This bill is designed to help the VA and Department of
Defense deal with the increase in mental health needs of Iraq and Afghanistan service
personnel.

Both VA Central Office and Congress want periodic reports relating to Veteran suicide and
suicide prevention efforts. Tracking cases may also allow for best practice identification.

The Suicide Prevention Hotline Web Application went live, nationwide, on 6/9/2009 and the
first update was put into production on 11/22/2010.

Accessing the VCL Call Log

Crisis Line Health Science Specialists (HSS) use the VCL Application to record all calls being
received.

1. Enter REDACTED in the Internet Explorer (IE) address bar to access the VCL
web application.

2. A Security Disclaimer page will appear on screen. User will select the I Agree
button and continue to login page. (see below) The application now has a timeout
feature enabled after 30 minutes of inactivity. If the user is inactive on the
application for 30 minutes they will receive a warning that the application will
terminate in two minutes, if they want to continue working they can click
continue working.

**NOTE: If an HSS has an active call in progress and leaves their machine
to consult on the rescue it is imperative that they SAVE/SUBMIT the call
before leaving the record — the application does not store “in progress” work
so if they are gone for up to the 30 minute time period the entire record will
be lost.

3. Select the Veterans Integrated Service Network (VISN) (e.g., VISN 2) and site
(e.g., Upstate NY HCS) and then enter the access and verify code, which is the
same as your CPRS/ Veterans (Health) Information Systems and Technology
Architecture (VistA) access and verify code pair.

Veterans Crisis Line (VCL)
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4. When VistA is down in Canandaigua, all HSS personnel with Capri access should
use their access and verify code for Capri to sign on to the Veterans Crisis Line
Application. Those without Capri access will have to use the word document
option.

5. Only users given access to the Veterans Crisis Line Application will be able to
access the system. The list of users with approved access is maintained by the
Veteran’s Crisis Line Call Center, Canandaigua, NY. Administrators at
Canandaigua will be assigned to add new users or deactivate a user for HSS and
SSA. Requests and approvals for SPC additions or deletions will be sent to the
Administrator / Clinical Application Coordinator (CAC) @ Canandaigua and
once written approval is received from site lead, requested changes will be made.

crisis center

Version: 2.2.6.0 HOTLINE

U.S. Government Computer System

This U.S government system is intended to be used by [authorized VA network users] for viewing and retrieving information only,
except as otherwise explicitly authorized. VA information resides on and transmits through computer systems and networks funded by
WA. All use is considered to be with an understanding and acceptance that there is no reasonable expectation of privacy for any data
or transmissions on Government Intranet or Extranet (non-public) networks or systems. All transactions that oceur on this system and
all data transmitted through this system are subject to review and action including (but not limited to) monitoring, recording, retrieving,
copying, auditing, inspecting, investigating, restricting access, blocking, tracking, disclosing to authorized personnel, or any other
authorized actions by all authorized VA and law enforcement personnel. All use of this system constitutes understanding and
unconditional acceptance of these terms. Unauthorized attempts or acts to either (1) access, upload, change, or delete information
on this system, (2) modify this system, (3) deny access to this system, or (4) accrue resources for unauthorized use on this system
are strictly prohibited. Such attempts or acts are subject to action that may result in criminal, civil, or administrative penalties.

[1Agree |

Figure 1: Accessing the VCL Call Log

YISTA LOGIN

—-Select VISH - w
—-Select Site - |V |

Figure 2: VistA Login

**Note: Once you have logged in, you may save the web address in the IE “Favorites” menu
for future ease of access.

Veterans Crisis Line (VCL)
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Acute Care Risk Assessment and Log Sheet

Once you have successfully signed on to the application you will have access to the Report
Menu.

isis center

HOTLINE

Figure 3: Report Menu

Reports Menu includes the Compassionate Care Call List and the Search for My Calls by
Date.

crisis center

HOTLINE

Toals

w Loanpggsopnate Cane Cal | i
s Seanch Far by Calls By Date

Figure 4: Reports Menu Links

Click on Compassionate Care Call List and all Veterans that agreed to a two week follow-up
will appear two weeks after the original call was made (see screen below).

Choose responder from the drop-down list available. When you click on View Details a view
only Hotline Call Detail screen appears with all the original call information. The HSS calls the
Veteran and clicks on Record Follow-up and enters the results of the call in the Document
Follow-up field (screen below). The HSS is required to attempt to reach the Veteran three times
if no answer. If a HSS is not able to connect with the individual they will leave a message and
click the Save follow-up button.

If the HSS does contact the veteran on the first or second call, then the HSS would enter the
details of the call in the Document Follow-up and click the Close Follow-up and then click
Save Follow-up and the Document would be permanently closed and removed from the list. If
after three attempts the HSS has not reached the Veteran, they will document that they were
unable to contact the Veteran and click Save Follow-up and the document will be permanently
closed automatically because it is the 3" call.

Veterans Crisis Line (VCL)
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Ratum Ta Call List HOTLINE

Ghoose Responader | =
Do Fedlowr Uip Veteran Hame Call Date Phone Humbes
Fecord Follow Up view Details ZZTEST CPRS EIGHTY EIGHT EIGHT 121472010 4-33.00 PM 1111242

Figure 5: Record Follow-Up

| Documant Follow-up b

Ciose Foslow-up
St Folidaus

Figure 6: Document Follow-up

When the Save Follow-up button is clicked in the Record Follow-up the information appears at
the bottom of the Hotline Call Detail screen on all view detail screens for each of the calls made
(see below). All notes will also appear next to the name on the Compassionate Care Call List
screen until it is closed (See below).

Compassionate Care Follow.up
Dt OF Foliow-up: [1.’!1&“2 1134 AN

rnluq:spi :

Follow-Up Synopsis; | smzmmemzm==s 164012 1050043 Al ==zz===c= b anawer
mzzz==zzz==z UATROHZ 110018 Al ==zz===z= VM

Figure 7: Compassionate Care Follow-up

71812014

NINETY PATIENT Yes 102800 AW 8418621811

TH12014

ShE 4803765544

7112014

Racors Faliow o
vacore Fallow s — Anonymous Yes 82600 PM

ELERRERtt]

Figure 8: Compassionate Care Call Detail
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To return to Call Log click Return to Call List and then Return to Call Log.

Click on Search for My Calls by Date and the following screen is displayed. This screen allows
you to search for prior referrals by date. You will be able to open and close in a view only
format.

Crisis center

HOTLINE

Search For My Calls Between Dates

Start Date End Date: Is Referral Is Closed
[rarezomn [ranzo : = =
Call $tart Cal End i Caller Hama Vitaran Hamir Rirtirrod To
. 121142010 4:33:00 121142010 43848 ZZTEST CPRS EIGHTY EIGHT ZZTEST.CPRS EIGHTY EIGHT Upstate HY
Sied B = Pl i EIGHT = EIGHT HES

Figure 9: Search for My Calls between Dates

To return to the Call Log click on Return to Menu and then Return to Call Log.

Responder Info

Note: Throughout the Log Website, the *=required field denotes a section that must be
completed.

At the beginning of each shift, the HSS is required to sign into the Acute Care Risk Assessment
& Log Sheet.

1. Enter your five-digit Phone Station Line (this is the phone extension that the HSS is
using).

2. Your full name is entered in the Responder Name box on the first line of the log
sheet when you sign-in.

3. Click on the Set Call Time button to the left of the phone station line. Set Call Time
needs to be clicked at the beginning of every call; the date and time of the call will be
automatically populated.

4. Click on Source of Call dropdown that includes:

e Hotline 800

WT VAMCs

WT MOUs

Chat referral

Email referral

WT Central Office

Veterans Crisis Line (VCL)
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* = required field

WT Congress/White House
WT Civilian Facility
Coaching into Care

Fax-calls from Backup centers

WT Homeless Hotline
Compassionate Call Backs
Hotline International Calls
Care Givers

Text Transfer

Text

Vets for Warriors

VCL Back-up Centers
Facebook

WT VBA

Women Vets Line

Korea 118

MCL

Acute Care Risk Assessment & Log Sheet

RESPONSE INFO

RESPONSE INFO

Date/Time of call to
hotline:

SetCall Time

08/08/2014 05:33 AM EST

CALLER INFO

CALLER INFO

Caller Phone *

Phone Station/Line™ Responder Name™

[

[ | [ checkfor Prev. Calls |

™ Check If International #

Relationship to Vet *

— Selest One — v

PrankHangup Call

— Select Source —
— Select Source —

Hatline 500

WT VAMCs

WT MOUs

Chst refansl

Email Refersl

WT Cantral Office

WT CongressWhite House
WT Givilian facility
Cosching into Care

Fax - Calls from Backup Cantars
WT Homeless Hotline
Compassanate Call Back
Hotline Intemational Call
Care Givers

Text Transfer

Text

\Viets For Warsiors

VCL Backup Centers
Facebook

WT VBA

Women Vats Lina

Kares 113

MCL

Source of Call®

r Name™ Caller Is Veteran

= r

y to contact

Figure 10: Source of Call Drop-Down

Patient Lookup

Patients can be identified one of two different ways.

Search Using combination of State/Facility/Name:

Veterans Crisis Line (VCL)
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e User clicks Select State and selects the patients state from the drop down entries
e User clicks Select Site and then picks the patients facility
e In the Name Search field, User enters:

Enter the Veteran’s last name, comma (no spaces) and part of the Veteran’s first
name, or first letter of the last name and the last 4 digits of the Social Security
Number (SSN)

Click Find Veteran. A list of potential matching patients will be shown in the box.
(If there are more names available than shown in the scroll box, click the down arrow
button to see them.)

Click on the Veteran’s Name. The Veteran’s date of birth and SSN will appear to the
right to verify the Veteran selection.

If correct, click Select Veteran. The Veteran’s name, SSN and age will be
automatically populated on the Acute Care Risk Assessment & Log Sheet.

Search Using Name — the Search Using Name is the most commonly used Search:

User enters the Veteran’s last name, comma (no spaces) and part of the Veteran’s
first name, or first letter of the last name and the last 4 digits of the SSN

Click Find Veteran. A list of potential matching patients will be shown in the box.
(If there are more names available than shown in the scroll box, click the down arrow
button to see them.)

Click on the Veteran’s Name. The Veteran’s date of birth and SSN will appear to the
right to verify the Veteran selection.

If correct, click Select Veteran. The Veteran’s name, SSN and age will be
automatically populated on the Acute Care Risk Assessment & Log Sheet.

Veteran Lookup

Select State [=]

Select Facility: [=]

Hame Search:

| || Find Veteran |

Veteran List

Selec Veteran

Veterans Crisis Line (VCL)

User Guide

14 December 2014



Figure 11: Select Veteran

Caller Info

Caller Phone # is a required field*, the Caller Phone number is a 10 digit number with no
dashes or spaces and can be 15 digits if international # is checked. If the “international #” field
is checked, this field can also be zero entries (e.g. 011 entries). Once you have entered the
number, HSS should Check for Previous Calls by clicking the box. When clicked the
following box will appear. Also, when you click Open Call a read only view of the prior calls
will be displayed.

* = required field
RESPONSE INFO

Date”;m::_()fca" i Phone Station/Line™ Responder Name™ Source of Call®
otline:

Set Call Time
0710212014 10:32 PROGRAMMER, ONE T — -

PMEST

CALLER INFO

Caller Phone * Caller Name™

[+e00888877 | [ SheocforPrev.Galls | T Check IfInternational # | |
Show Previous Calls By This Phone # X

crisis center o
HOTLINE

Veteran Name Call Date Was a Referral?
Open Calll BCWA EIGHT [6/23/20142:03:00 AM|  False

Best way to contact

———

m

Figure 12: Check for Previous Calls

The Caller Name is a required field* and is free text. Callers may not always give their full
name. If only a first name or part of a name is available, you can still enter that information in
the field.

The Caller is Veteran field is only checked when the caller is a Veteran.

The Relationship to Vet is a required* field and has a drop-down box that includes the
following selections:

1. Vet (self)

Veterans Crisis Line (VCL)
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2. Family Member
3. Friend

4. Non Vet

5. Unknown

The Best way to contact field is alpha-numeric and can be a telephone number or a short note

Relationship to Vet *

- Select One -

— Select One —
Vet [self)
Family Member
Friend

Mon Vet
Unknown

VETERAN INFO

Veteran Hame * Anon SESH

Figure 13: Relationship to Vet

CALLER INFO 5

Caller Is
Caller Phone ™ Caller Name™ Vol

[ || ChedkiorPrav. Calls | | |

™ check fintemational #

Relationship to Vet ™ Best way to contact

o B | ]

Figure 14: Best way to Contact

Veteran Info

1. If the caller is identified and selected in the Veteran Look Up section, the Veteran Name,
SSN, Age, Gender, Is Veteran, Active Duty, and Veteran Status will be automatically
populated.

2. If'the caller was not identified in the Look Up section, the information will need to be
obtained and entered manually. **Note: This will occur when the Veteran is not enrolled
or registered with the VA.

Veterans Crisis Line (VCL)
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3. If the patient refuses to give a name, you must check Anonymous.

4. The Gender field is a drop-down box with a default of Unable to Determine, or a choice of
Male or Female.

5. The Is Veteran and Active Duty fields are drop-downs boxes with selections of Yes, No, or
Refuse to Answer

6. The Veteran Status field has a default of Unknown with additional choices of:
o Not Registered
o Registered, Not Enrolled
o Enrolled, No Service received from VA
o Enrolled, Receives Services
o Caller Would Not Say

7. Nearest Facility to Patient *
a. Click Select Facility. Once you have identified the nearest facility in the Web
Facilities Finder, select the facilities. This list is in alphabetic order. Scroll through the
list until you find the correct facility and click on it. It will then appear in the box. Even
though this is not a mandatory field this must be populated in order to submit a record.

**NOTE: Select State & Select City options are not used in the application**

VYeteran Name . Anon 55N I;m Gender
I:l I |' D i_'r sble 1o Cebarming EI
(o ANORYMous’)
Is Veteran Active Duty? Veteran Status
Mo il |—‘-I: :I FI- ChAT ﬂ
Nearest Facility to Veteran
| —— Salec Staty —— 11 | —Saled City— ;’ | —alem Faalidy — ;I

Figure 15: Veteran Info

Acute Care Risk Assessment

What Prompted the Call?
Select the box that is most appropriate. More than one box may be selected. Remember, this is a
*mandatory field. Choices that may be checked are:
e Substance Use / Addiction
e Loneliness
e Suicidal Crisis
¢ Suicidal thoughts
Veterans Crisis Line (VCL)
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Needed info on suicide

Mental health / illness
Post-Disaster Needs

Economic Problems
Homelessness Issues

Physical Illness

Abuse / Violence

Relationship Problems

Sexual Orientation Issues
Family Problems (parent/child)
Death of a family member / friend
Other

Complaint about VA
Homicidal Thoughts
Homicidal Crisis

Legal Issue

Chronic Pain

MST

Joblessness

TBI

Anger Issues

Employment Issues

Needed Information

Medical Issues

Benefits / Payment Concern
PTSD Symptoms

Medication Refill / Issue

Sleep Issues

3 Party Concerns

Concern with Overall VA Care
Sexual Abuse / Assault (Non-MST)

Veterans Crisis Line (VCL)
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Prenk/Hangup Call

CALLER INFO

\ |[ GhestioPrevCals | T Checklfintemational | | N
Relationship to vet* Best way to contact

VETERAN INFO

‘

“

ACUTE CARE RISK ASSESSMENT

What prompted Call? *

"™ Substance Use/Addiction | Loneliness | Suicidal Crisis | Suicidal thoughts "™ Neededinfo on suicide | Mental healthiillness | Post-Disaster Needs | Economic Problems | Homelessness
lssues | Physical liness I Abusenviolence | Relationship Problems " Seyual Orientation Issues | Family Problem (parent/child) " Death of family memberffriend " Other | Complaint about VA
" Homicidal Thoughts " Homicidal Crisis | Legal Issue " ChronicPain | MST | Joblessness | TAI | Angerlssues [ Emplayment Issues I Needed Information | Medical Issues

[ Benefits/Payment Concern I prSD Symptoms I" Wedication Refilllssue | Sleep Issues [ 3rd Party Concerns "™ Concern With Overall VA Care | Sexual Abuse/Assault (Mon-MST)

Suicide Risk Assessment Screening Questions:

Are you thinking of suicide? * - v Comment: |:|
Have you thought of suicide in the last two months? * -+ Comment: |:|
Have you ever attempted to end your life? * ~ v Comment: |:|

One or more yes answers, proceed to "Suicidal Desire"

SUICIDAL DESIRE SUICIDAL INTENT

Figure 16: What Prompted Call?

Suicide Risk Assessment Screening Questions
*There are three questions, with drop-down boxes, requiring Yes or No responses.

1. Are you thinking of suicide?
2. Have you thought of suicide in the last two months?
3. Have you ever attempted to end your life?

A Comment field is provided after each question if more information needs to be recorded.
NOTE: If any box is answered YES, the remainder of the risk assessment MUST be completed.
You will proceed to Suicidal Desire and Suicidal Intent.

If all three answers are NO, the call responder can page down to Follow-up Questions or the
HSS may choose to complete the sections within the Suicidal Desire and Suicidal Intent.

Veterans Crisis Line (VCL)
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Suicide Risk Assessment Screening Questions:

Are you thinking of suicide? * - x| comment: | |
Have you thought of suicide in the last two ——1 Comment | |
months? ©

»| Comment: | |

Have you ever attempted to end your life? ™

One or more yas answers, procesd 1o " Suicidal Desire”

Figure 17: Suicide Risk Assessment Screening Questions
Suicidal Desire and Suicidal Intent

HSS MUST complete the Suicidal Desire and Suicidal Intent sections when a caller answers
YES to any of the Suicide Risk Assessment Screening Questions.

Suicidal Desire:

e Desire to harm self and/or others? Selections include: No Answer, None,

Moderate, High

e Psychological Pain? Selections include: No Answer, None, Moderate, High
Perceived burden on Others? Sclections include: No Answer, None, Moderate,
High
Helplessness? Selections include: No Answer, None, Moderate, High
Hopelessness? Selections include: No Answer, None, Moderate, High
Feeling Trapped? Selections include: No Answer, None, Moderate, High
Feeling Intolerably Alone? Selections include: No Answer, None, Moderate, High

Suicidal Intent: When answering questions for a caller in the Suicidal Intent area the following
fields and responses can be selected from the drop-down boxes:

e Has caller expressed intent to die? Selections include: Unclear (default),
Yes, No

e Do you have a plan to hurt self or others? Selections include: No Answer,
Self, Others, No Plan

e  Who are you planning to hurt (if not self)? Open text field.

e What would you use to hurt self or others? Open text field.

e How would you hurt self or others? Open text field.

e Are you able to follow through with your plan? Selections include: Yes,
No, Did not respond

Veterans Crisis Line (VCL)
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e Do you have the means to carry it out? Selections include: Yes, No, Did
Not Respond

e  When do you plan to do this? Selections include: No Answer, Today,
Tomorrow, Soon, Right Now, Other

e Have you put any plans into action? Selections include: No Answer, Yes,

No
“Yes” his i field f i
o If“Yes”, what are those plans? This is a text field for appropriate response
information.
fii - B) - 0 d - Pege~ Sefety~ Tooks~ @~ § [
SUICIDAL DESIRE SUICIDAL INTENT
Desire to harm seif andlor others o answer [+ | Has caller expressed intent to die? Undiesr[=]
Psychological Pain e answe [+ | Do you have a plan to hurt self of otners? Mo Answer =
Perceived Burden On Others to Answer[v] WHOGreyouplanningtohurt(fnotseme |
Helplessness Mo Answer (v What would you use to hurt self or others?
Hopelessness How would you hurt self or others?
Feeling Trapped [ Are you able to follow through with your plan? [=]
Feeling Intolerably Alone i Ansner [v] Do you have the means to carry it out? o [=]
Wnen do you plan to do this? No Answes [».
Have you put any plans into action? No Answer =

if"Yes, whatare those plans?

Figure 18: Suicidal Desire and Suicidal Intent
Suicidal Capability
Suicidal Capability is also required when a caller answers YES to any of the Suicide Risk
Assessment Screening Questions. Suicidal Capability includes Substance Abuse and Other

Risk Factors sections.

This section may also be used for callers who are not suicidal, but have related issues in
substance abuse or other risk factors.
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Suicidal Capability:

Have you tried to kill yourself before? Response options include: No Answer, Yes
and No

If YES, was it in the past year? Response options include: No Answer, Yes and
No

Have you had a close friend or family member die by suicide? Response options
include: No Answer, Yes and No

Do you have access to means to hurt yourself or others? Response options
include: No Answer, Yes and No

Do you have Access to a gun? Response options include: No Answer, Yes and No

Substance Abuse:

O

O

Currently Intoxicated? Response options include: Difficult to Determine (default),
Yes, and No
Currently using/withdrawing from drugs? Response options include: Difficult to
Determine (default), Yes, and No
Drugs involved? Response options include:
None (default)
Alcohol
Marijuana
Cocaine or Crack
Meth
Hallucinogens
Drugs + Alcohol
Other
None
e Opiates
Are you currently overusing prescription drugs? Response options include:
Difficult to Determine (default), Yes, and No
Have you stopped taking your prescribed meds? Responses include Difficult to
Determine (default), Yes, and No
If Yes, how many days has it been since your last dose? A number can be entered
in the box.

Other Risk Factors — Do you sense from the caller:
Difficult to Deal With / Delusional? Difficult to determine is the default, with Yes and No as

options.

Tiredness? Difficult to determine is the default, with Yes and No as options
Sleeplessness/Insomnia? Difficult to determine is the default with Yes and No as options
High Anxiety? Difficult to determine is the default with Yes and No as options

High Anger? Difficult to determine is the default with Yes and No as options

Chronic Pain? Difficult to determine is the default with Yes and No as options
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SUICIDAL CAPABILITY

Have you tried to kill yourself before? IFYES, was it within the last year?

Mo Answer v Ho Answer *
Have you had a close friend or family member die by suicide? Ne Answer
Do you have access to means to hurt yourself or others? Me Answer v

Do you have accessto aqun? Mo Answer

Substance Abuse

Currently Intoxicated? Difficult to determine v

Currently usingfwithdrawing from drugs? Difficult to determine »

Drugs involved: Hens -

Are you currently overusing prescription drugs? Difficult To Determine =
Have you stopped taking your prescribed meds? Difficult To Determine v

Ifyes, about how many days has it been since your last dose? D

Other Risk Factors - do you sense from the caller;

Difficult to deal with/Delusional? Difficult to determine v Hiah angigty? Cifficult to determine v
Tiredness? Cifficult to determine High anger? Difficult to determine »
Sleeplessnessinsomnia? Difficult to determine » Chronic Pain? Cifficult to determine

Figure 19: Suicidal Capability
Buffers Connectedness

Buffers Connectedness is an area where the HSS will confirm that the callers have either or
both Immediate and Social Support Networks to help them through difficult times.

Immediate support: For both questions in this area, No Answer is the default response, with
No and Yes as options.

Is someone with you?
Is there someone you can call?

Social Supports:
e  Who/What do you feel supported by? Names One Person or Thing is the default,
with Feels No Support and No Answer as options
¢ Does the caller appear to have plans for the future? Unclear is the default, with
Yes and No as options
e Does the caller seem to be ambivalent about living? Unclear is the default, with
Yes and No as options
e Does the caller seem to have core values/beliefs? Unclear is the default, with Yes
and No as options
Veterans Crisis Line (VCL)
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e Does the caller seem to have a sense of purpose? Unclear is the default, with Yes
and No as options

e How would you rate the caller’s engagement with you? Unclear is the default,
with Low, Moderate, High and None as options.

BUFFERS CONNECTEDNESS -

Immediate supports
Is someane with you? | N Answer ‘"l Is there someone you can call? | N Answer ‘l
Social Supports

Wholwhat do you feel supported by? Daes the caller appear to have plans for the future?
I Names Cne Peson Or Thing ﬂ Eunuey -rI
Does the caller seem to be ambivalent about Does the caller seam to have core values/beliefs?
living? E Unclear vl

Unclear
Does the caller seem to have a sense of How would you rate the caller's engagement with you?
purpase? [unu“.- -|

Unclgar »

Figure 20: Social Supports
Follow up Questions

While the follow-up questions are more difficult to obtain, they often provide valuable
information in supporting the patient’s future behavior.

e When did the caller serve? There is no default. The options are:

o None

o OEF/OIF 8/1990-

o Gulf War 8/1990-

o Vietnam 2/1961 — 5/19/1975

o Served Between Major Conflicts
o Korean War 6/1950 — 1/55

o World War 11 12/1941 — 12/1946
o World War14/1917 - 11/1918

o Career Military (served more than one period)
e In which branch did the caller serve? None is the default, and the other option are:
o Army
o Navy
o Air Force
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e Ho

OOOOOOOOOOOOOOOOOOOSOOOO

Marines

Coast Guard
National Guard
Reserves

did you hear about us? Check as many boxes as apply to the caller. Options are:

Internet (web, email)
Phonebook

Newspaper
Magazine/Newsletter
Brochure

Radio

TV

Wallet Cards
Friend/Family
Physician

Faith-based leader
Counselor/Therapist
Pen/Magnet Giveaways
Bus/Train/Billboards
Other

VA Letter

VA Voicemail

It was on Safety Plan
Military Crisis Line Promotion

e Callers Needs Met? This is a Mandatory field* -- as default, with Yes, No? as options.
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FOLLOW-UP QUESTIONS ¥

When did the veteran serve?

none -
OEF/OIF 2/1990 -
Gulf War 8/1850 - e

In which branch did the veteran serve?
Nene -

How did you hear about us?

I Internet (web, email) I Phonebook | N pap [ Magazine/M letter | Brochure | Radio | TV /| WalletCards Friend/Family I Physician I Faith-based leader | CounselorTherapist

I Peniagnet Giveaways I Bus/TrainfBillboards | Other | VA Letter | VA Voice Mail | Itwas on safety plan I Military Crisis Line Promotion

Caller's Needs Met? *

-
Yes Sis
No

7

Figure 21: Follow-Up Questions

Call Synopsis

The Call Synopsis is a text box for a Brief description of the details of the conversation with the
caller. This could include, but would not be limited to, addressing where the Veteran is currently
located, telephone contact information, and details of a request by the Veteran regarding the VA
facility s/he wishes to be seen at, and any other related details to the call. This text box has
unlimited wrapping and will accommodate both text and numeric entries.

Checked Capri Info? Is a dropdown box with, Did not ask (default), Veteran refused and Yes
as the possible options. This should be filled out for all referrals

Two Week Follow-Up Section HSS should ask all Veterans with referrals.

Would it be ok if we call you in two weeks to see how you are doing? Responses include Yes,
No (default), Did not Ask
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Additional Identifying & Demographic Information

Text boxes are for Brief descriptions of information related to the call that the HSS enters during
the call that might be helpful to the SPC in providing the Veteran with the appropriate care.

These six sections include:

e History of Present Illness (include current mental status and current suicidal ideation,
planning and intent).

e Psychiatric History and Treatment

e Social and Developmental History

e Family History of Suicide

e Current Serious Medical Illnesses

e History of Current, Recent and Past Suicidal Ideation, Planning and Attempts

Clinical Impressions and Formulation of Suicide Risk: This is a Mandatory field*. There is
no default; Moderate to Low Risk, Moderate to High Risk, and High Risk are the options.

Additional Identifying & Demographic Information

History of the Present lliness (include current mental status and current suicidal ideation,

planning, and intent) Psychiatric History and Treatment

Social and Developmental History Family History of Suicide

Current Serious Medical linesses History of Current, Recent, and Past Suicidal ldeation, Planning and Attempts

Clinical Impressions and Formulation of Suicide Risk * —Select Level -
—Select Level —
Moderate to Low Risk
Moderate to High Risk
High Risk

Figure 22: Additional Identifying and Demographic Information
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Self-Directed Violence

Self-Directed Violence (SDV) is a mandatory field for all calls. These questions are answered in the order
presented.

During SDV entry — User can go back to the previous entry by using the back button. This enables the
User to go back to back to the previous entry if you want to change the response.

Using the Decision Trees shown below to determine SDV:
BEGIN WITH THESE THREE QUESTIONS:
1. Is there any indication that the person engaged in Self-Directed Violent Behavior, either
preparatory or potentially harmful?
a. (Refer to Key Terms Shown Below)
b. IF NO, proceed to Question 2
c. IF YES, proceed to Question 3
2. s there any indication that the person had Self-Directed Violence related thoughts?
a. IF NO to Questions 1 and 2, there is insufficient evidence to suggest Self-Directed
Violence ->NO SDV TERM
b. IF YES, proceed to Decision Tree A
3. Did the behavior involve any injury?

SDV KEY TERMS:

Self-Directed Violence: Behavior that is self-directed and deliberately results in injury or the potential for
injury to oneself.

Suicidal Intent: There is past or present evidence (explicit and/or implicit) that at the time of injury the
individual intended to kill self and wished to die and that the individual understood the probable
consequences of his or her actions.

Preparatory Behavior: Acts or preparation towards engaging in Self-Directed Violence, but before

potential for injury has begun. This can include anything beyond a verbalization or thought, such as
assembling a method (e.g., buying a gun, collecting pills) or preparing for one’s death by suicide (e.g.,
writing a suicide note, giving things away).

Physical Injury (paraphrased): A bodily lesion resulting from acute overexposure to energy (this can be

mechanical, thermal, electrical, chemical, or radiant) interacting with the body in amounts or rates that
exceed the threshold of physiological tolerance (e.g., bodily harm due to suffocation, poisoning or
overdoses, lacerations, gunshot wounds, etc.). Refer to the Classification System for the Centers for
Disease Control and Prevention definition.

Interrupted by Self or Other: A person takes steps to injure self but is stopped by self/another person

prior to fatal injury.

Suicide Attempt: A non-fatal self-inflicted potentially injurious behavior with any intent to die as a result
of the behavior.

Suicide: Death caused by self-inflicted injurious behavior with any intent to die as a result of the
behavior.

REMINDER: Behaviors Trump Thoughts
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Decision Tree A: Thoughts

4Gere/Are the thoughts suicidaa Yes
No
If the thoughts were/are suicidal,
J Yes

is there evidence of Suicidal

Unknown Intent?
Figure 23: Decision Tree A: Thoughts

L
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Decision Tree B: Behaviors, Without Injury

Was the behavior preparatory\
. Yes:
No only? )
Is there evidence of Suicidal
Yes
Intent?
Was the behavior interrupted by Unknown:

? |
Self/Others? No

I Yes

No

Is there evidence of Suicidal Is there evidence of Suicidal \ N
No Yes
Intent? Intent? ) |
|

No
Unknown

Figure 24: Decision Tree B: Behaviors, Without Injury

Yes—— Unknown
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Decision Tree C: Behaviors, With Injury

Was the injury fatal? \ Yes
No )

Is there evidence of Suicidal \ y
Intent? =
Was the behavior interrupted by

Unknown
Self/Others?

Is there evidence of Suicidal Is there evidence of Suicidal \
Intent? Intent?

i i

Figure 25: Decision Tree C: Behaviors, With Injury

After completing entry of SDV questions, the user will see the assigned SDV Classification on

the Hotline form. This information is then populated in the RESPONSE application with the
appropriate SDV Code for SPC use. Examples of the SDV Classification as entered during a call
and the Classification code as displayed in Response Application is shown below

SDV CLASSIFICATION

SDV CLASSIFICATION®

Suicide Attempt, With Injury, Interrupted by SelfiOther

Figure 26: SDV Classification
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History of the Present lliness (Include current mental status and curent suicidal ideation, planning, and intent) Psythiatric History and Treatment

Social and Developmental History Family History of Suicide

History of Current, Recent, and Past Suicidal Ideation, Pianning and Attempts

Current Serious Medical linesses

Ciinical Impressions and Formulation of Suicide Risk * wigh s« E3]
SDV CLASSIFICATION
SDV GLASSIFICATION®
Suicide Attempt. With Injury, Interrupted by Self/Other

OUTCOME OF CALL

Figure 27: Outcome of Call

Examples of the SDV questions are shown below:

SDV CLASSIFICATION

Classification:
PQ: Is there any indication that the person engaged in self-directed violent behavior, either preparatory or potentially harmful?

[“]no
[*Jves

Figure 28: SDV Questions Example 1

SDV CLASSIFICATION

Classification:
PQ3: Did the behavior involve any injury?

[ Ino

Figure 29: SDV Questions Example 2
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SDV CLASSIFICATION

Classification:
CQ1: Was the injury fatal?

ND
YES

Figure 30: SDV Questions Example 3

SDV CLASSIFICATION

Classification:
CQ2: Was the behavior interrupted by SelfiOther?

ND
YES

Figure 31: SDV Questions Example 4
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Outcome of Call

The Outcome of Call is the only section where all questions are Mandatory*. Each question
requires a very specific answer.

What was the outcome of the call? Response options include: * Mandatory
e (all disconnected / Texter stopped responding
e Prank Call

Rescue called without suicidal behavior

Caller stayed on line until the call ended normally

Rescue Called with suicidal behavior

Rescue Called with suicide completion

Responder Terminated Call(Inappr behavior — 10 min rule)

Caller went voluntarily to ER

Text transfer to VCL

Noteworthy caller protocol followed

Facility transportation plan

Responder attempted to contact Veteran and left message

Responder attempted to contact Veteran and was unsuccessful

What action did you take? Response options include: * Mandatory
e Referral generated, sent to SPC

Caller refused referral, BUT ACCEPTED SPC #

Caller refused referral and refused any contact with SPC

Warm transfer to approved resource

Warm Transfer to caller’s VA PCP

Caller responded to Intervention

Warm Transfer to regular crisis line

Provided a local number to call

No action possible

Non-vet, no SPC referral

Text transfer to VCL

Warm transfer to Vets4Warriors

Refer call to SPC? The options are Yes, or No * Mandatory

Referral Type? Response Options should completed for all referrals and include: * Mandatory

e Routine

e Info Only
e Emergent
e Urgent
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Submit Call Info: When you have completed all Mandatory fields* and other fields necessary
to explain the call, click Submit Call Info. A message will appear if a mandatory field was not
completed.

"

Meszage from webpage (g2

. The following errors have cccurred:
! % You must enter a valid phone number
You must specify the outcome of the call.
You must specify what actions you took.
You must specify whether this call is a referral or not.

Figure 32: Mandatory Field Error Message

For example, “Please select one reason for call” will be displayed. When completed, the data
will be processed directly into the database. If a referral is made to a VA Medical Center, the
VCL Call Log will be made accessible to that medical center’s SPC In their Web Response
Application.

OUTCOME OF CALL -

What was the outcome of the call? ™ What action did you take? "
| Calles went veluniarily to E7t wiZrs party | | Hen-vet, ne SPC retertsl |
Refer Call To SPC * |_ = Referral Type - | Select Type If Reteral |

| Submit Cail infa

Figure 33: Outcome of Call

After the call information is submitted to the database, the screen will be cleared except for the
Responder’s Name and Phone Station/Line, and the call responder will be ready to take
another call.
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Remember when you answer a new call, click “Set Call Time” to activate the date and time for
the new call.

The Suicide Prevention Coordinator Response
Application

When a referral is made from the Hotline to a VA Medical Center, the SPC will use the VCL
Response Application to access the referral and complete additional information on the actions
taken as a result of the referral. The VCL Response Application can be accessed directly from
Internet Explorer (IE) by entering REDACTEDin the IE address bar. A Security Disclaimer
page will appear on screen. User will select the I Agree button and continue to login page. The
application now has a timeout feature enabled after 15 minutes of inactivity. If the user is
inactive on the application for 15 minutes they will receive a warning that the application will
terminate in two minutes, if they want to continue working they can click continue working.

The SPC signs in using their VistA Log-in pair.

Users must select their VISN and local site for login and then enter their access and verify code
which is the same as their CPRS/VistA access and verify code pair.

Users will only be able to log into their local site, using their VistA access and verify code pair.
Only users that are identified as requiring access to the Response Application will be able to
access the system. The list of users requiring access is maintained by the site VA Suicide
Prevention Office.
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crisis center
RESPONSE

VistA Login

Select VISN:

—Select VISN — -
Select Site:

—Select Site — -

Access Code:

1
Verify Code:

Figure 34: VCL Response Application

Open Hotline Calls

When the VCL Call Log is submitted, it is immediately processed into the hotline’s database and
an open call response is created in the Crisis Center Response location. The screen includes
three options:

1) Open Calls for This Site (with no response): A listing of all open call responses which
have never been opened/reviewed previously or those calls that the quick save button has
not been enabled (e.g. SPC may have record open for editing but has not completed the
quick save). Once the quick save is enabled, the record is moved to Open Call Response
in Progress. An individual SPC will only be able to view calls referred to their medical
center.

2) Open Call Responses in Progress: Lists all open call responses previously viewed but
not returned to the Hotline SSA for close-out.

3) Open Calls with No Site Specified: Lists all open call responses that have no VA site
identified for follow up by a SPC.
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When you click on any of the tabs, a listing of all calls available to be completed will appear.

Open Hotline Call
The Open Hotline Calls includes the calls that have not been addressed by the SPC.

Click on Select and the record opens.

Legost | Find Past Referrals CTisI5 Center

RESPONSE

Open Hotline Calls

| Open Calis for This Sde (with no (esponse}. | Open Call Responses in Progress | Open Calls With No Site Specified
Call Digbe Caller Phene Nurnber Caber Hame Vateran Hame Referred To
Geled 1242010 43648 PM 11i1111n2 IZTEST.CFRS EIGHTY EIGHT EIGHT ZITEST.CPRE EIGHTY EIGHT EIGHT Lipstabe MY HCS

Figure 35: Open Hotline Calls

Find Past referrals Button: Allows a SPC to retrieve via read only closed referrals by date
range. This function can also be used as a report mechanism to identify the total number of calls
for a specific time period. To access this feature, click on the button at the top of the page
labeled Find Past Referrals.

If you wish to look at all closed referrals for a specific time, select a date range and click the Is
Closed box. If you wish to include all the referrals that remain open you would unclick the Is
Closed box. If you are looking for a specific referral and know the approximate date, put in that
date range and click the Is Closed box. You may now search the resulting list. When you wish
to return to the open referrals page click on the Return to Calls Page or click Logout if you
wish to end your session.

Veterans Crisis Line (VCL)
User Guide 40 December 2014



Return To Calls Page

Logout

— Start Date End Date:
(
Call Start Call End

Caller Phone Number

Search For Calls Between Dates

Is Closed

rd

Caller Hame

Crisis center
RESPONSE

Veteran Name Referred To

Figure 36: Search for Calls Between Dates

Acute Care Risk Assessment and Log Sheet Changes

Once a call is selected, the Acute Care Risk Assessment & Log Sheet created by the Hotline
HSS appears and the Hotline Call Detail tab is highlighted. You will notice that the font’s sizes

have increased and the answer to each question is bold now.

Logout Return To Call List

‘ Hotline Call Detail | Response Form

Find Veteran

Enter Name, First
Letter of Last Name
PLUS Last 4 Digits of
88N, or Full Social
Security Number

Social Security
Number:
DOB:

Select Vateran

Figure 37: Hotline Call Detail

Veterans Crisis Line (VCL)
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Acute Care Risk Assessment & Log Sheet

Date/Time of call to hotline

T/29/2014 6:40
PM 101

Caller Phone

7416552527
Relationship to Vet
Vet (self)

Veteran Name

* (or‘Anonymous’)

Is Veteran

41

Phone Station/Line

*=required field

RESPONSE INFO

Responder Name Source of Call
PROGRAMMER,ONE Hotline 2800
CALLER INFO

Caller Name

SEVENTEEN OUTPATIENT
Best way to contact
1112226565
VETERAN INFO
Social Security Veteran
Anonymous Number Age Gender
- [ococe | H

Active Duty? Veteran Status

Nearest Facility to Veteran
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The Response Application allows the SPC to change data only in the Veteran information area of
the record. To enable this feature the SPC must go to the bottom of the Acute Care Risk
Assessment & Log Sheet and click Enable Editing.

Clinical Impressions and Formulation of Suicide Rislkc Moderate 1o Low Risk

OUTCOME OF CALL
What was the oulcome of the call? What action did you take?
Caller stayed on line and until the call ended normally Refarral genarated, sent to SPC
Refer Call To SPC - true Referral Type | Routing

Figure 38: Enable Editing

Some referrals will not have complete or accurate Veteran information. Once the SPC is able to
identify a Veteran as a registered patient, they can locate the Veteran using their local VistA
system. Locate the Find Veteran Box in the upper left-hand corner of the screen.

e User may search for Veteran by entering the Veteran’s last name followed by a comma
and first name (no spaces).

e User may also search for Veteran by entering the entire SSN of the Veteran.

e User may also search for Veteran by entering the first letter of Veteran last name
followed by the last 4 digits of the Veteran’s SSN. This method is the most utilized when
performing search.

e Once search criteria has been entered, click Find Veteran. A list of potential matching
patients will be shown in the box. (If there are more names available than shown in the
scroll box, click the down arrow button to see them.)

e Click on the Select Veteran button. Information will auto-fill from the patient’s VistA
file into the Patient Name, SSN, Age, and Gender ficlds in the Patient Info.

Note: The original data is maintained in the database for historical purposes. All other
patient information is also populated for the patient from the VistA / CPRS system. Applicable
High Risk for Suicide Patient Record Flags (PRFs), if applicable, should now be shown on the
patient file.

If any other information in the Veteran Info area needs to be corrected, it must be done
manually using the Enable Editing. This includes Is Veteran, Active Duty, Veteran Status and
Nearest Facility to Veteran.

Once all changes are made, click on Save Changes to Call Info at the bottom of the form; all
changes will be made and you will be returned to the updated form.
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**Note: If the patient has been sent to an SPC or facility in error, after clicking Enable
Editing locate the Nearest Facility the Patient box and select the correct facility. Then click
Save Changes to Call Info.

When you return to the Acute Care Risk Assessment & Log Sheet, you will have three
choices:

1. Return to Call List — Second Button in upper left-hand corner
2. Go to the Response Form — Button next to Hotline Call Detail
3. Or Logout — The First Button on the top of the form

If this is a new call, the SPC should click on Response Form.

Logout Return To Call List crisis center

| Hotline Call Detail | Response Form

—Find Veteran i
Acute Care Risk Assessment & Log Sheet
Enter Name, Last 4, or * = required field
full SSN
RESPONSE INFO
|zztEst
DateTime of call to Phone Station/Line: Responder Name: Source of Call
hotline:
121142010 4:33 12345 Hotline 800
ZZTEST,CPRS EIGHTY EIGHT N
ZZTEST,CPRS EIGHTY FIVE FI_
7ZTEST CPRS FIGHTY NINE NI
ZZTEST.CPRS ELEVEN = CALLER INFO
SSN: 120101086 fasc Bame
DOB: 10/10/1986 1111111212 ZZTEST,CPRS EIGHTY EIGHT
ElGHT

Figure 39: Response Form Tab
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Response Form

If you clicked on Response Form, the form below will appear. You still have the options of
Return to Call List, Hotline Call Detail, and Logout from the Response Form.

Response Data: In the upper left-hand corner of the Response Form is the Response Data
box, which includes the Patient Name, SSN, and SPC Responder’s name.

Quick Save/ Indicate Response: Located below the Response Data box. This is used to
confirm receipt of the patient information and add any immediate notes regarding the patient.
This will alert the Hotline SSA that the referral has been received. This should be completed as
soon as possible after receipt of the referral. This option is provided to allow communication
between the SPC and SSA at the Hotline. Clicking this button will not pass information to
CPRS. A progress note will only be created when the SPC clicks on the Save Response Data
and Create Progress Note button at the end of the form.

Patient Outcomes: Directly to the right of the Response Data patient identifier box is the
Patient Outcomes area. Included in this area are checkboxes to quickly identify the outcome of
your work with the patient. Multiple boxes may be checked, based on your follow-up.

Progress Note Additions: This box is a free-text area that allows the SPC to add additional
content to the progress note that is passed to CPRS.

Is Patient On High Risk List: Shown strictly for informational purposes and cannot be updated
from this form. The SPC would have to add the flag in CPRS if indicated. The default setting is
No. If the record has not been linked to a patient’s VistA file using the Find Patient option on
the Hotline Call Detail tab, then this field will be set to No, even if the patient has a Patient
Record Flag for High Risk for Suicide on their chart. By using the Find Patient option, this field
will be set to match the patient’s VistA file.
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m P — _

Hotline Call Detail i

Response Data Patient Outcomes Progress Note Additions

Patient Hame

Joe Veteran

Social Security Humber
11111111

™ Veteran Refused Service

™ Veteran Not Located

SPC Responder

PROGRAMMER, ONE ™ Veteran Immediate Evaluation

™ Veteran Hospitalized

™ Veteran Enrolled/Registered

I Caller Ineligible for services

™ Transportation arrangements

Does patient have Patient Record

LRescac withEolowup Flag for High Risk for Suicide on chart?

™ Rescue with no Follow up

™ Welfare Check

™ Referred to VSC

™ Referred to OEFIOIF

™ Mental Health Appt.

"~ Mental Health Evaluation

™ Medical Appt.

™ Referred to Quiside Support Facility
™ Homeless Support

™ Walk in Appt.

™ ER Walk in

" Off-Site Evaluation/Phone Evaluation

I Educate/Refer to Subsiance Abuse Treatment

Figure 40: Progress Note Additions

Creating TIU Progress Notes

The response Application allows SPC’s to create a progress note from the application.
Information from the Acute Risk Assessment and Call Log Sheet will automatically be
inserted into the progress note. Additionally, the information from the Response Application,
including Patient Outcomes and additional text entered by the SPC, will be included in the
progress note.

Set Note Title, Appointment or Location Title:
Directly below the Progress Note addition box is the Set Note Title, Appointments or Location
Title area.

Note Titles:

In the text box provided, enter enough text to help identify the progress note title that will be
used within CPRS, click Get Note Titles, the system will then refresh. Once the refresh process
is complete, click the down-arrow and click Select Note Title. Select the appropriate note title.
The recommended title is Mental Health Hotline Report.

Get Patient Appointments: CURRENTLY THIS IS NOT USED IN APPLICATION
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This feature allows a note to be attached to a specific appointment. If an appointment(s) has
been set up for the patient, click on Get Patient Appointments, and the system will refresh.
Once the system is refreshed, click on the Select Appointments. If an appointment(s) is
scheduled, the appointment date will appear in the drop-down box; select the appropriate
appointment to link the progress note with.

Locations: CURRENTLY THIS IS NOT USED IN APPLICATION

If there is no appointment or encounter to which to attach the note and you still need to write a
progress note, you must choose a location for the note. Every progress note must be linked to a
location. The SPC will have to identify the correct clinic location to be used for documenting the
response to the Hotline referral. Follow the same process to populate the location as you did for
note titles. Enter enough information in the search fields to narrow the pick-list.

Historical Note:

The historical option is used to document efforts to reach a Veteran who has been referred from
the Hotline. If you do not reach the Veteran but want to provide documentation of the fact that
s’he was referred from the Hotline and your attempts to reach him/her check the Historical box.

If you click Historical Note, the Response Application system will prompt you for your
electronic signature when you finalize the Response Form by clicking Save Response Data and
Create Progress Note. Once that is done, your note will appear as a completed progress note in
CPRS, and no encounter information will be entered.

If you do not click Historical Note and finalize the Response Form by clicking Save Response
Data and Create Progress Note, the note will be passed to CPRS as an unsigned note. It will
appear on the author’s list of view alerts, and the user will have to go into CPRS to sign the note
and enter encounter data.

The Response Application cannot pass encounter information to CPRS, so in those cases where
the SPC interacted directly with the Veteran in a face-to-face or telephone contact, the Historical
box should be left unchecked, and the note and encounter completed in CPRS.

Save Response Data Only: Use this field only if a Veteran is not eligible for VA care.
Information is entered only to the VCL Database. This field is activated by Selecting “Toggle
Note Writing Settings On/Off” and turning the settings off. This will NOT send a note to
CPRS and will only save the information to the VCL database. The Save Response data only
field is now activated and SPC is able to enter a note and save response data.

Save Response Data and Create Progress Note: When clicked, the referral is processed in
CPRS through TIU and also entered in the VCL Database.
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Set Note Title and Appointment or Location Title

Nete Titlex (to populate drop-down, enter  If thers i no appoirtment or encourtsr to
partial name of Note Title and click the which to ettach note, but you stil need to
"Get Note Thles" button. Chooss an wiits & progress nots, you must choose
appointment o which to attach the note. & location for the note. Fallow the same

proceciure to populate the “"Locations"
drop-down as you did "Note Titles "

Hote Titles:

Locations:

- Select Note Title — v - Select Location -~ ()

Clicking the Save Response Data AND
Lt peeniment * Create Progress Note button completes
the referral process.

Historical? (check if yes}
r

If the veteran is not enrolled/not eligible
for care, click Save Response Data Only.

Fave Response Data AND Create Frogess Note

Sawe Response Data ONLY

Figure 41: Save Response Data and Create Progress Note

If Save Response Data and Create Progress Note button is clicked, the following box is
displayed:

Microsoft Internet Explorer i ﬂ

P e wou cerkain wou wish to create a progress note for ZETEST,CCCCT
H'/ Are you cerkain vou have selected the correct patient?

Cancel

:

Figure 42: Progress Note Message
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After clicking OK, the following box is displayed.

Microsoft Internet Explorer x|

L ] "_q,, Your Response and Progress Moke have been saved,
L

Figure 43: Progress Note Confirmation

The note is then passed to CPRS as an unsigned note. A CPRS alert for an unsigned note is also
generated. The user will then go CPRS to complete the encounter and sign the note.

For a Historical note, the note can be signed directly from the Response Application. When the
Historical box is checked, you will be prompted to enter your CPRS signature code:

et Patient Appointments

If there iz no appoirtment or encounter to
wehich to attach note, but you still need to
witite & progress note, you must choose
a location for the note. Followy the same
procedure to populate the "Locations"
drop-coen 82 you did "hote Tiles Enter VistA Signature

Locations: L 1

Sign Hote
|hon mhs mhe | |

| et Locations |

Historical? (check if yes)
[v

| Save Response [ata AND Create Progess Note

Figure 44: Historical Note

After you have entered the signature code and click Sign Note, the following is displayed:
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Microsoft Internet Explorer x|

L] 'j Your Response and Progress Moke have been saved.
L

Figure 45: Saved Progress Note Notification

Click OK. The completed note is passed to CPRS. No encounter information is required for a
note that is marked as Historical.

The final process is for the SSA at the Hotline to review the input and notes and either close the
referral or contact the SPC for more information.

A separate Administrative Application will be used for the purpose of follow-up activities and
provide reporting capabilities.

Admin Application

Individuals having access to the Admin Application access will sign on to REDACTEDA
Security Disclaimer page will appear on screen. User will select the I Agree button and continue
to login page. The application now has a timeout feature enabled after 15 minutes of inactivity.
If the user is inactive on the application for 15 minutes they will receive a warning that the
application will terminate in two minutes, if they want to continue working they can click
continue working.

Users will login to the application using their VistA Log-in pair and choose their appropriate
admin type in the drop-down box and click Login. User roles that are allowed in the Admin
Application are HSS, SSA, Admin and Super Admin. Users requesting access to this application
will notify (in writing) the Administrator(s) at Veteran’s Crisis Line Call Center, Canandaigua,
NY who will perform add and/or deactivate users for all roles.
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VistA Login

| —selectvisn — =l

I—Seled Site — vl

Access Code:

L]

Verify Code:

L]

User Type:

Super Admin

Figure 46: User Type Drop-Down

e Once in the Admin application, the following options are available for ADMIN and
SUPER ADMIN: Enter Calls, Call List, Search for Open or Closed Calls by Date,
Search for Calls by date, SSN, Name, and Phone, Calls Needing Compassionate
Care Follow-up. Calls Needing Health Tech Follow-up, User List, Add Users,
Deactivate Users and Reporting.

crisis center
ADMINISTRATOR

Logout

Tools

« Enter Calls

« CallList

« Search For Open or Closed Calls By Date

« Search For Calls By Date, SSN, Name, and Phone
« Calls Needing Compassionate Care Followup

« Calls Needing Health Tech Followup

« User List

« Add Users

« Deactivate Users
Reporting

« Fiscal Year Referral Counts by Type
« Fiscal Year Call Counts by Type
« Custom Reports

Figure 47: ADMIN and SUPER ADMIN Menu Options

Call Responders have access to: Enter Calls
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SSAs have access to: Enter Calls, Call List, Search for Open or Closed Calls by Date,
Search for Calls by date, SSN, Name, and Phone, Calls Needing Compassionate Care
Follow-up, Calls Needing Health Tech Follow-up.

Administrative Personnel - Hotline Clinical Applications Coordinator (CAC) have access to
all options in the Administrator application.

Super Admins access is limited to the CAC and Developer and is used primarily to return
closed referral to SPC’s.

Each of the roles and field inputs allowed are explained below.

All Administrative Options

Listed below, which is displayed on the opening screen, are all the administrative options.
ONLY ADMINS / SUPER ADMINS have access to the full list. To access any of the
administrative options, click on the option and a working screen for that options will appear.

crisis center

ADMINISTRATOR

Tools

- Enter Calls

« Call List

« Search For Open or Closed Calls By Date

« Search For Calls By Date, SSN, Name, and Phone
« Calls Needing Compassionate Care Followup

+ Calls Needing Health Tech Followup

« UserList

+ Add Users

« Deactivate Users
Reporting

« Fiscal Year Referral Counts by Type
« Fiscal Year Call Counts by Type
« Custom Reports

Figure 48: Administrative Options
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Logged in as CR - Enter Calls:

If you are logged into the ADMIN APPLICATION as HSS, you will see the following options
on the menu:

crisis center

ADMINISTRATOR

« Enter Calls

Figure 49: Call Responder Menu Options

This option is used by HSS, SSA or Administrators to enter referrals that were completed on
paper when the hotline back-up contingency plan is initiated. The Enter Calls option allows the
creator to enter the actual start and end time, and choose the appropriate HSS using the drop
down list. Veteran lookup is performed using one of the following two methods for searching:

Search Using combination of State/Facility/Name:

e User clicks Select State and selects the patients state from the drop down entries
e User clicks Select Site and then picks the patients facility
e In the Name Search field, User enters:
e Enter the Veteran’s last name, comma (no spaces) and part of the Veteran’s first
name, or first letter of the last name and the last 4 digits of the SSN
e Click Find Veteran. A list of potential matching patients will be shown in the box.
(If there are more names available than shown in the scroll box, click the down arrow
button to see them.)
e Click on the Veteran’s Name. The Veteran’s date of birth and SSN will appear to the
right to verify the Veteran selection.
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e If correct, click Select Veteran. The Veteran’s name, SSN and age will be
automatically populated on the Acute Care Risk Assessment & Log Sheet.

Search Using Name — the Search Using Name is the most commonly used Search:

e User enters the Veteran’s last name, comma (no spaces) and part of the Veteran’s
first name, or first letter of the last name and the last 4 digits of the SSN

e C(Click Find Veteran. A list of potential matching patients will be shown in the box.
(If there are more names available than shown in the scroll box, click the down arrow
button to see them.)

e C(Click on the Veteran’s Name. The Veteran’s date of birth and SSN will appear to the
right to verify the Veteran selection.

e [If correct, click Select Veteran. The Veteran’s name, SSN and age will be
automatically populated on the Acute Care Risk Assessment & Log Sheet.

User will continue to enter the call information into the HOTLINE application. All information
needed to populate this screen is provided from the original hand written entry.
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**NOTE: In the ADMIN APPLICATION-Enter Calls, there is no entry for the SDV

classification.**

Logout | ReturnTo Menu

VETERAN LOOKUR

Select State: Setect state
Select Facility: —Select Facility— +

Acute Care Risk Assessment & Log Sheet

* = required field

RESPONSE INFO
Veteran
Search: [Fraveen |
Start Date/Time: * End Date/Time: *
Selec versran
Date: [rarzzs | e] Date: [z ] 0|
Hour - ~ Minute: - ~ AmPm: - =~ Hour: - = Minute: - = AmPm: -+
Responder Name: *
Responder- - Select Respander— -
CALLER INFO

Caller Phone *

Caller Name®

L 1]
Relationship to Vet ® Best way to contact
VETERAN INFO
Veteran Name * Anon SSN Veteran Age
L 1 r L]
{or *Anonymous’)
Is Veteran Active Duty?

Ho.

No -

Nearest Facility to Veteran

Select Staie ¥  Select City v  ~Select Facility —

Figure 50: Veteran Search
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Crisis center
ADMINISTRATOR

w

PranHangup Call

Phone StationiLine: *

Station ID: [__]

Source of Call *

Source: - Seledt Source —

Caller Is Veteran

F

Gender

Unable to Determine v

Veteran Status
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SUICIDAL CAPABILITY

Difficult to determine
Difiult to determine

Dificut To Determine

Difficut To Dstermine +

BUFFER'S CONNECTEDNES'S.

[rciear -]
FOLLOW UP QUESTIONS

OEFIOIF 811990 -
Gulf War 81990 - -

Checked Capri Info?
E—.

e

Additional Identifying & Demographic Information

OUTCOME OF CALL

Figure 51: Hotline Call Entry Screen
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SSA Functions:

User logs into the ADMIN application as HT. User will see the following options on the main
menu page of the ADMIN Application.

crisis center:
ADMINISTRATOR

Logout

+ Enter Calls

« Call List

+ Search For Open or Closed Calls By Date

« Search For Calls By Date, SSN, Name, and Phone
« Calls Needing Compassionate Care Followup

« Calls Needing Health Tech Followup

Figure 52: SSA Functions

Call List

This option allows SSA to complete the following:

Choose Site to View calls from: Select the VISN and the VA site within that
VISN. This will show just this sites calls.

View Calls: This option allows you to view calls by type. Available selections
are:

With No Response

In Progress by SPC

With Response but Not Approved

Responded to and sent back to SPC

Calls Not Marked as Referrals

All Calls for the CAC only No Response and Not Marked as referrals
have the option of turning off a referral in No Response or turning on a
referral in Not Marked as referrals.

Number of Records to Display: The options are 10, 50 or 100 records. The
records are displayed by Call Start, Call End, Caller Phone Number, Caller
Name, Veterans Name, Is a Referral, Has SPC Response, and Location (Site).
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Crisis center

ADMINISTRATOR

Hetline Call List
Hotline Call List Criteria:

Select VISN: View Calls: Number of Records to Display:

esavan- - [ — E w -

Select Site:
Select Call Start Call End ‘Caller Phone Number Caller Name Veteran Name Is A Referral Has SPC Response Location
Select 7/31/2014 10:03:00 PM 7/31/2014 10:36:02 PM 1234567890 zztest20 zztest20 True No Dev
Select 7/31/2014 §:33:00 PM 773172014 8:42:08 PM 2145742567 ZZZFORTYFOUR PATIENT ZZZFORTYFOUR PATIENT True No Dev
Select 71772014 2:23:00 PM TMT/2014 2:27:41 PM 2221114444 James Kircoff Anonymous True No CPM
Select 7/11/2014 8:26:00 PM 71172014 8:29:37 PM ARRREEREREI James Kircoff Anonymous True No CPM
Select 5/21/2014 1:08:00 PM 572172014 1:11:56 PM James Kircoff Anonymous True No CPM

Figure 53: Admin View Call List

Clicking on Select brings up the Hotline Call Detail (Screen below). This screen is identical to
the screen created by HSS and viewed by the SPC and, when completed, includes the
Compassionate Care Follow-up. There are three tabs on the screen:

Logout Return To Call List crisis center

ADMINISTRATOR

Hatline Call Detail || Response Form H Health Tech Follow-up |

— Find Veteran
Acute Care Risk Assessment & Log Sheet

Find Veteran * = required field

[ | RESPONSE INFO

Find Veteran

Date/Time of call to Phone Station/Line: Responder Name: Source of Call
hotline:

12114/2010 4:33

Pl 12345 . Hotline 800
SSN:
DOB: CALLER INFO
Caller Phone Caller Name
1111111212 ZZTEST.CPRS EIGHTY EIGHT
EIGHT

Figure 54: Hotline Call Detail Tab

Hotline Call Detail, the screen above, and has all the information provided by the call responder
to the SPC as well as the Compassionate Care follow-up, which appears at the bottom of the
“How did you hear about us?” screen.
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How did you hear about us?

I Internet (web, email) P I paper | Magazine/Newsletter © Brochure — Radio | TV | Wallet Cards | Friend/Family | Physician | Faith-based leader

™ Counselor/Therapist | Pen/Magnet Giveaways | Bus/Train/Billboards | Other | VA Letter T VA Voice Mail It was on safety plan | Military Crisis Line Promotion

Caller's Needs Met?
unsure
Call Synopsis

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Proin e
ullamcorper facilisis vestibulum. Morbi luctus odio id libero
bibendum, vitae dignissim nisi rutrum. Fusce lorem purus, congue
luctus arcu viverra, tincidunt semper ipsum. Proin ac euismod dui.
Suspendisse faucibus justo sit amet ipsum tempor consectetur.
Quisque nunc libero, mattis fringilla libero eget, facilisis congue
tortor. Curabitur urna dolor, accumsan vitae quam vehicula, mattis -
auctor lectus. Aenean sollicitudin, dui a vestibulum vestibulum,

enhim odio consequat magna, ac volutpat ipsum nulla at purus. Ut
aliquet viverra justo, eu scelerisque ligula sodales in. Donec

ultricies vehicula sem in ullamcorper. Quisque faucibus ultricies

nulla, nec mattis lacus dapibus in. Proin sed dolor id nulla fringilla
lacinia. Suspendisse lobortis velit dui, quis venenatis orci egestas

at. Interdum et malesuada fames ac ante ipsum primis in faucibus.
Curabitur blandit quam id neque imperdiet ultricies. Quisque non
congue orci. Cras nec turpis pharetra, sagittis turpis posuere, -

Checked Capri Info?
Veteran Refused
Two Week Follow-Up

‘Would it be ok if we call you in two weeks to see how you are doing?

Additional Identifying & Demographic Information

Figure 55: How did You Hear About Us

Compassionate Care Follow-up

Date Of
Follow- 8/1/2014 2:24 AM
up:
Rl PROGRAMMER ONE
Follow-Up 7/28/2014 2:09:47 AM
Synopsis: esting Record Follow UP

8/1/2014 2:24:02 AM =========
Lorem ipsum dolor sit amet, consectetur adipiscing
elit. Aenean eleifend in tortor ut gravida. Phasellus

porta diam ac felis adipiscing venenatis. Aliquam

dictum omare condimentum. Quisque tempus nunc in
est congue aliguam. Morbi dolor purus, malesuada a
sagittis vitae, sagittis a dui. Aliquam vehicula viverra

lacus ultrices aliquam.

Figure 56: Compassionate Care Follow-up

If you click on Response Form tab, the form below appears. You still have the options of
Health Tech Follow Up, Return to Call List, Hotline Call Detail, and Logout from the
Response Form.

The Response Form (screen below) allows you to view the actions taken by the SPC.
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Response Data Patient Outcomes Progress Note Additions

Patient Name:
ZZZRETFIVEFORTYTWO PATIENT

Social Security Number:
666456762 r

SPC Responder: r

Does patient have Patient Record
Flag for High Risk for Suicide on chart?

Figure 57: Response Form

Health Tech Follow-up (screen below). This screen allows the health tech to enter four
different follow ups and save the comments. There is a 24-hour, one week, two week, and one
month follow up. After each level is completed, the next level appears and displays the comment
from the previous level. It also replaces the Red X on the Calls Needing Health Tech Follow-up
to a Green check on the level entered.
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24 Hour Follow-Up
Verification Date: Verified By: How Verified: Outcome: Comments:

7/30/2014 PROGRAMMER,ONE Chart Review No Contact with Veteran

One Week Follow-Up
Verification Date: Verified By: How Verified: Outcome: Comments:

7/30/2014 PROGRAMMER, ONE Chart Review No Pending Appointments

Two Week Follow-Up

Follow-Up Criteria:
How Verified: Outcome:

~ Select Method ~ v - Select Outcome -

Comments:

Figure 58: Health Tech Follow-Up

Search for Open or Closed Calls by Date

Click on Search for Calls Between Dates Date (screen below). This function is used primarily
to identify open referrals.

crisis center

ADMINISTRATOR

Search For Calls Between Dates

StartDate——— End Date:——— Is Referral Is Closed————
’71 2021/2010 | ’71 202272010 | ’7 I ’7 r

Call Start Call End Caller Phone Caller Name Patient Name Referred To Is
Number Closed

Figure 59: Search for Calls Between Dates

Search for Calls by Date, SSN, Name, and Phone

Click on Search for Open or Closed Calls by Date (screen below). Notice that the Start and
End Date function and the Referral Only check box are separate from the Veterans SSN,
Veterans Name and the Call Phone #. All searches are initiated by clicking the Search Button.

Veterans Crisis Line (VCL)
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The Start and End Date can be used with or without the Referrals Only check box. When the
box is not checked, the resulting screen will show all calls between the two dates entered. When
Referrals Only is checked, the resulting screen will show all referrals between the two dates.

OR

Veteran SSN will identify all calls where the SSN appears. You can enter the complete SSN to
limit the number of calls that will show or the last four only which will show all calls that have
the same last four in the number.

Veterans Name allows you to enter the complete name, the first, last or middle name and will
bring up all matches for all calls in the database. The full name is the least likely to bring up the
name, while the first or last or middle used separately will bring up all matches to the name and
make it easier to find the individual you are looking for in all calls.

Caller Phone #: Enter the ten digits of the phone number. The system has the ability to strip out
spaces, dashes or special characters to identify all call matching the phone number in the
database.

crisis center

ADMINISTRATOR

Hotline Call List

Hotline Call List Criteria:
Select VISN: View Calls: Number of Records to Display:

VISN 1-CPMVISN + In Progress By SFC - 0 -

Select Site:

Dev -

elect Call Start Call End Caller Phone Number Caller Name Veteran Name Is A Referral Has SPC Response Location
s

S
Select 7131/2014 10:03:00 PM 713172014 10:36:02 PM 1234567890 zztest20 FORTY OUTPATIENT True Yes Dev

Select 7/22/2014 2:29:00 PM 7/22/2014 1:32:57 PM 5316549595 FORTY,OUTPATIENT FORTY OUTPATIENT True Yes Dev

Select 7/14/2014 12:52:00 PM T/14/2014 12:56:44 PM 8419642158 anon ONE,PATIENT True Yes Dev

Select 71142014 12:32:00 PM 71412014 12:52:23 PM 3468655113 anon TWENTY PATIENT True Yes Dev

Select 711472014 10:15:00 AM 71412014 10:41:47 AM 3234445588 BCMA.EIGHTYFOUR-PATIENT BCMA, EIGHTYFOUR-PATIENT True Yes Dev

Select 7/7/2014 12:02:00 PM T/712014 23147 PM 10117553101 TEN,PATIENT TEN PATIENT True Yes Dev

Figure 60: Hotline Call List Criteria
Calls Needing Compassionate Care Follow-up

Click on Calls Needing Compassionate Care Follow-up (screen below). This screen is used
by hotline supervisors to track and monitor Compassionate Care follow-ups. This screen
allows the supervisor to view follow-up calls by call responder. This screen also allows the
supervisor to view call backs that are past due.

When the call responder enters a note, the name, date and time the call responder completed the
following up, is captured in the field at the bottom of the Hotline Call Detail. If there is no
contact after three tries, the call responder creates a note, documenting they were unable to
contact Veteran. The note is saved the same way.
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crisis center

ADMINISTRATOR
Choose Responder: | . 4|
Rec. Follow-up Responder Name Veteran Name Call Date Phone Number
Record Fallow Up View Details ZZTEST.CPRS EIGHTY EIGHT EIGHT 12/14/2010 4:33:00 PM 1111111212

Figure 61: Compassionate Care Follow-up

Calls Needing Health Tech Follow-up

This screen is used to track and access the follow-up status for all referral calls both by the SSA
(using for tracking and follow-up) and by the hotline supervisors to monitor the status of follow
ups on all calls having referrals. The SSA has the ability to add the current follow-up status for
each level of the call referral by accessing the call from this screen or from any other screen
where call access is available. The SSA will then click on the tab Health Tech Follow-up.
When a level of follow-up is completed, the Red X on the Screen changes to a Green Check
Mark.

Logout Return To Menu Crisis center

ADMINISTBATOR

Search For Calls needing HT Follow-ups Between Dates

StartDate————————— End Date:————————
’71 2/14/2010 | ’71 /114/2011 |

One Week Two Week One Month
Call Start :zé:::'l'ij\::dl; FU Fu FU Canﬁ;;:‘:"" Caller Name Referred To
(On ) (O ) (On )

ZZTEST,CPRS EIGHTY EIGHT

Select = 12/14/2010 4:33:00 PM v ® ® ® 11111212 EIGHT

Upstate NY HCS ‘

Figure 62: Calls Needing Health Tech Follow-up

User will choose a call from the list and click the Select button. If you click on Response Form
tab, the form below appears. You still have the options of Health Tech Follow Up, Return to
Call List, Hotline Call Detail, and Logout from the Response Form.

The Response Form (screen below) allows you to view the actions taken by the SPC.
Additionally, you will be able to add a note for the SPC and/or close the referral.

1. Add Note for SPC and/or Close Call & Response: This is a free-text area that allows
you to add additional content specifically for the SPC.
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2. Close Call and Response: Check the Close Call and Response box only if the referral
had been responded to by the SPC and all actions for the referral have been addressed.
You then need to click on the Save Note and/or Close Call box. The referral will then

be closed.

If you determine that the referral is not closed, you can use the Health Tech Note box to write a
brief note to the SPC, detailing the SSA findings. Click on the Save Note and/or Close Call
box. By clicking the Save Note and/or Close Call box, the application allows for the SSA note
to return to the SPC for further action.

dd Mede For 5PC and/or Close Call & Responsa

Feali Vb Nt

Cheir Call sl Posponiie
=

| v Wk Al s Call |

Figure 63: View Action by SPCs

ADMIN Functions:

User logs into the ADMIN application as Admin. User will see the following options on the
main menu page of the ADMIN Application.

Veterans Crisis Line (VCL)
User Guide 63 December 2014



crisis center

ADMINISTRATOR

Tools

- Enter Calls

« Call List

« Search For Open or Closed Calls By Date

« Search For Calls By Date, SSN, Name, and Phone
« Calls Needing Compassionate Care Followup

+ Calls Needing Health Tech Followup

« UserList

+ Add Users

« Deactivate Users
Reporting

« Fiscal Year Referral Counts by Type
« Fiscal Year Call Counts by Type
« Custom Reports

Figure 64: Admin Functions

Enter Calls

This option is used by HSS, SSA or Administrators to enter referrals that were completed on
paper when the hotline back-up contingency plan is initiated. The Enter Calls option allows the
creator to enter the actual start and end time, and choose the appropriate HSS using the drop
down list. Veteran lookup is performed using one of the following two methods for searching:

Search Using combination of State/Facility/Name:

e User clicks Select State and selects the patients state from the drop down entries
e User clicks Select Site and then picks the patients facility
e In the Name Search field, User enters:
e Enter the Veteran’s last name, comma (no spaces) and part of the Veteran’s first
name, or first letter of the last name and the last 4 digits of the SSN
e Click Find Veteran. A list of potential matching patients will be shown in the box.
(If there are more names available than shown in the scroll box, click the down arrow
button to see them.)
e Click on the Veteran’s Name. The Veteran’s date of birth and SSN will appear to the
right to verify the Veteran selection.
e Ifcorrect, click Select Veteran. The Veteran’s name, SSN and age will be
automatically populated on the Acute Care Risk Assessment & Log Sheet.

Search Using Name — the Search Using Name is the most commonly used Search:
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e User enters the Veteran’s last name, comma (no spaces) and part of the Veteran’s
first name, or first letter of the last name and the last 4 digits of the SSN

e C(Click Find Veteran. A list of potential matching patients will be shown in the box.
(If there are more names available than shown in the scroll box, click the down arrow
button to see them.)

e C(Click on the Veteran’s Name. The Veteran’s date of birth and SSN will appear to the
right to verify the Veteran selection.

e [If correct, click Select Veteran. The Veteran’s name, SSN and age will be
automatically populated on the Acute Care Risk Assessment & Log Sheet.

User will continue to enter the call information into the HOTLINE application. All information
needed to populate this screen is provided from the original hand written entry.

**NOTE: In the ADMIN APPLICATION-Enter Calls, there is no entry for the SDV
classification.**
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Call List

Choose Site to View calls from: Select the VISN and the VA site within that VISN. This will
show just this sites calls.

View Calls: This option allows you to view calls by type. Available selections are:

With No Response

In Progress by SPC

With Response but Not Approved

Responded to and sent back to SPC

Calls Not Marked as Referrals

All Calls the CAC only No Response and Not Marked as referrals have
the option of turning off a referral in No Response or turning on a referral
in Not Marked as referrals.

Search for Open or Closed Calls by Date
Click on Search for Open or Closed Calls by Date. This function is used primarily to identify
open referrals.

Search for Calls by Date, SSN, Name and Phone

Click on Search for Open or Closed Calls by Date (screen below). Notice that the Start and
End Date function and the Referral Only check box are separate from the Veterans SSN,
Veterans Name and the Call Phone #. All searches are initiated by clicking the Search Button.

The Start and End Date can be used with or without the Referrals Only check box.
When the box is not checked, the resulting screen will show all calls between the two dates
entered. When Referrals Only is checked, the resulting screen displays all referrals between the
two dates.

OR

Veteran SSN will identify all calls where the SSN appears. You can enter the complete
SSN to limit the number of calls that will show or the last four only which will show all calls that
have the same last four in the number.

Veterans Name allows you to enter the complete name, the first, last or middle name and
will bring up all matches for all calls in the database. The full name is the least likely to bring up
the name, while the first or last or middle used separately will bring up all matches to the name
and make it easier to find the individual you are looking for in all calls.
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Caller Phone #: Enter the ten digits of the phone number. The system has the ability to
strip out spaces, dashes or special characters to identify all call matching the phone
number in the database.

Calls Needing Compassionate Care Follow-up

This screen is used by hotline supervisors to track and monitor Compassionate Care follow-
ups. This screen allows the supervisor to view follow-up calls by call responder. This screen
also allows the supervisor to view call backs that are past due.

Calls Needing Health Tech Follow-up

This screen is used to track and access the follow-up status for all referral calls both by the SSA
(using for tracking and follow-up) and by the hotline supervisors to monitor the status of follow
ups on all calls having referrals.

Users List

This screen includes all individuals who have been granted access to any part of the Application.
This list can be sorted by User Type. Available choices in this sort include:

All

CR

SPC

HT

Admin

Super Admin.

The CAC and all the hotline supervisors have the ability to grant access to the different levels of
the Application. This function also allows the individual with access ability view 10, 50 and 100
individuals at a time. The information on each person includes ID #, VistaDUZ, Username, Site

located at, and User Type.

Logout Return To Menu

-UserTer:—‘ MNumber of Records to Di -
All hd IV 10 VI

Id VistaDUZ User Name

User Type ‘

b
=
7

Figure 65: User Type
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Adding Users

To add a user, click Add Users.

1. Select the user’s VISN and Site location
2. Enter the user’s last name, and first few initials of their first name (no spaces).
Click on Find User. Search will return available individuals matching search

criteria in display.
3. Select the correct individual.

4. Select the type of position being set up.
5. Click Add User. The application will create the user and will not create

duplicates if entered twice.

** NOTE: Admins are able to add Users up to the Admin level. Super Admins

are able to add all User types.

Logout Return To Menu

Figure 66: Add User from Specific Site

Veterans Crisis Line (VCL)
User Guide

68

—Add User From Specific Site:

|-select Vis —

If Select Site — vl

Find User

PHOMNE:
TITLE:

I—Erelecx User Type— v
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Deactivating Users
To deactivate a user, click Deactivate User

1. Enter the name of the individual’s last name
2. Click the user role from the drop-down box
3. Click on the user to be deactivated

4. Click Deactivate User

**NOTE: Admins are able to deactivate users up to the Admin level only. Super
Admins are able to deactivate all User Types.

Deactivate User From Role:

Enter Last Name:
|

Select User Type:
-

| Find User |

Select User:

PHOMNE:
TITLE:
| Deactivate User

Figure 67: Deactivate User
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Admin Permissions for Admin Applications

Access to the Admin Application is granted by the CAC. The following is a breakdown of
permissions by job type to the admin function.

1. Call Responders
Enter Calls

2. Health Tech’s
Enter Call
Call List
Search for Open or Closed calls by Date
Search for Calls by Date, SSN, Name, and Phone
Calls Needing Compassionate Care Follow-up
Calls Needing Health Tech Follow-up

3. Admin-Hotline CACs

Enter Call

Call List

Search for Open or Closed calls by Date

Search for Calls by Date, SSN, Name, and Phone

Calls Needing Compassionate Care Follow-up

Calls Needing Health Tech Follow-up

User List

Add Users

Deactivate Users

Report
Fiscal Year Referral Counts by Type
Fiscal Year Call Counts by Type
Custom Reports

4. Super Admins-CACs and Developers
All of Admin options along with the ability to return referrals to SPC, when the
referral is requested by the SPC, or needs to be returned due to progress note
being entered into the wrong patients CPRS chart.
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Administrator Options for Reporting

All Reports are exportable to Microsoft Excel and can be printed or saved from there. There are
two “canned reports” available for downloading.

Reporting

« Fiscal Year Referral Counts by Type

« Fiscal Year Call Counts by Type

« Custom Reports

Figure 68: Reporting Menu Options

Administrative Reports

Fiscal Year Referral Counts by Type: This report is used to track all referrals and the type of
follow-up done by the SPC’s. The report is by type, by month, and by fiscal year. The types

include:

Veterans Crisis Line (VCL)
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Total SPC Referrals

Veteran is ineligible for VA services and referred to community
services

Immediate Evaluation at VA or CBOC provided

Admissions to inpatient hospitals

SPC contacted Veteran/arranged for care

Referral to other VA Services such as OIF/OEF program, substance
abuse program or homeless program, given SPC #, etc.

911 Rescue provided — No F/U desired

911 Rescue provided with F/U arranged by SPC

Enrolled in VA Health Care System

No Contact — unable to contact Veteran or Veteran refused care —
information about VA given

71 December 2014



FIM A M| S % of
Jul | Aug | e| Totals Total
b|r|r|y|n p Calls

Type Oct Nov Dec Jan

(¢}
Q
T
Q
[ =

Total SPC
Referrals 5611 | 5318 | 5429 | 5588 | 0| 0|0| 2|9| 26 33 | 0| 22016
Veteran is
ineligible for
VA services
and referred
to
community
services 81 87 64 68| 0/ 00| 0|0 0 00 300 1%
Immediate
Evaluation at
VA or CBOC
provided 97 84 104 66| 0| 00| 0|3 2 2|0 358 2%
Admissions
to inpatient
hospitals 492 500 485 5411 0| 0|0| 0|1 4 10| 2024 9%
SPC
contacted
veteran/arra
nged for care 4426 | 4228 | 4329 | 4280 | 0| 0| 0| 0|5 9 13| 0| 17290 79%
Referral to
other VA
Services such
as OIF/OEF
program,
substance
abuse
program or
homeless
program,
given SPC #,
etc. 62 82 63 78 0/ 0|0l0]2 1 4|0 292 1%
911 Rescue
provided - No
F/U desired 24 20 25 36| 0/0(0|0]O 0 00 105 | %
911 Rescue
provided
with F/U
arranged by
SPC 104 87 109 1241 0| 0|0l0]0O 3 1|0 428 2%
Enrolled in
VA Health
Care System 434 453 429 423 | 0| 0]0| 0|1 0 10| 1741 8%
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Type

Oct

FIM A M| S % of
Jul | Aug | e| Totals Total
b|r|r|y|n p Calls

Nov Dec Jan

(¢}
Q
T
Q
[ =

No Contact -
unable to
contact
veteran or
veteran
refused care -
information
about VA
given

1185 | 1090 | 1100 | 1042 | 0| O |0l O | 1| 12 11 | 0| 4441 20%

Fiscal Year Call Counts by Type: This report tracks the types of calls received by type of call
and type of action taken. The report is by type, by month, and by fiscal year. This report does not
include pranks or hang-ups. The types reported in this report are:

° Is Vet
o Family/Friend of Vet
o Is Active Duty
° SPC Referral
° Warm Transfer
. Rescues without Follow-up
. Rescues with Follow-up
. Total Unique Calls
FIMA M S
Type Oct Nov Dec Jan ela|p|a|Jun | Jul | Aug | e
b|r|r|y p
Is Vet 22669 | 21487 | 23653 | 23389 (0| 0| 0| 4| 11| 39 36| 0
Family/Frie
nd of Vet 2617 2588 2523 2932 (0[O0 0O 4 4 410
Is Active
Duty 270 278 190 2451 0|1 0| 0|1 3 1 410
SPC
Referrals 5611 5318 5429 5588 | 0| 0| 0| 1 6| 23 25| 0
Warm
Transfers 277 305 308 320 00|00 2 1 210
Rescues
w/out FU 75 74 76 55/ 0(0|0|O0 0 2 10
Rescues
with FU 256 249 262 283 | 0| 0| 0] O 1 1 210
Total 28266 | 26749 | 29061 | 29989 | 0| 0| 0| 4| 14| 40 40 | 0

Veterans Crisis Line (VCL)
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FIMA| M S
Type Oct Nov Dec Jan ela|p|a|Jun | Jul | Aug | e
b rly P
Unique
Calls

**Note: All Ad Hoc reports or queries are done using a SQL query tool by the CAC and must
be requested through Victoria Bridges or Caitlin Thompson.

Click the Custom Reports link, to navigate to the SQL Server Reporting Services (SSRS) home
page.

The following page, with default folders is displayed.

o]l -O ]

.

"Q https://vaww.ppd.vcl.aac.va.gov/VCLReports/Pages/Folder.aspx L~-ac | np "ﬁ_’ ‘::3
e ]

Home - Report Manager

File Edit ¥iew Favortes Tools Help
f’-?? A v [] @ - Page~ Safety~> Tools~ lﬂ' ,';!T_l [:E

Home | My Subscriptions | Help

SQL Server Reporting Services

e
—a Home Search P
Eoj) Report Builder [ Folder Settings | Details view
| E |
e Data Sources e Models
_jlu User Reports —jlu WCL_One Vv
2 100% -

Figure 69: SQL Server Reporting Services

The two folders of most interest on this page are:

e User Reports
o Click on the User Reports folder, in order to view and run any of the pre-built

reports, which have been published by the VCL adminstrators.

e VCL One

Veterans Crisis Line (VCL)
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o Click on the VCL One folder, in order to view and run any of the pre-built
reports, which were created as per original requirements.

Clicking on the Report Builder link allows the user to open the Report Builder tool.

. 5QL Server Reporting Services
| Home =

—l  userRe ports
Contents [Jordios e Clicking the ‘Report
Builder’ menu item,
opens a separate page

[ Maw Foldar ':J* New Data Source *_|1' Uplaad File ] Report Builder

il DemoReport al Beportl  with the Report Builder
“ LenaTest tool where Ad Hoc and

Custom reports can be
generated and saved for

later use.
Figure 70: Report Builder

The Report Builder is structured in a similar way to other Microsoft software. It is consistent
with the word processing and spreadsheet software installed on any GFE running Windows.

L] Getting Started (=23

. MNew Report

1 . Display data from various
\milll data sources in tables, ' —_] Table or Matrix Wizard
~ charts, and other formats. ‘ §+\ Guides you through choosing the data source connection, layout, and style for a table

or matrix report.

‘ Create a report from a wizard or from a blank report.

New Dataset Chart Wizard

Share queried data among $+\ Guides you through creating column, ling, pie, bar, and area charts
multiple reports.

3 Map Wizard
Q{, Displays report data against a gecgraphical background.
Open
y Open a saved report.
ri. ' ‘ j Blank Report

Recent

Open a recently used report.

[C] Don't show this dialog box at startup.

Figure 71: New Report
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Select Table or Matrix Wizard, in order to create a tabular report using the wizard:

L] Getting Started (23]

New Repart ‘ Create a report frem a wizard or from a blank report.
A ew Repoi

._ . Display data from various
\ i.l data sources in tables,
— charts, and other formats. ‘

New Dataset Chart Wizard

Share queried data among %¢\ Guides you through creating column, line, pie, bar, and area charts.
multiple reports.

ﬁ Table or Matrix Wizard
i%\ Guides you through choosing the data source connection, layout, and style for a table
or matrix report,

Map Wizard
&, Displays report data against a geographical background.
Open
Open a saved report.

ril i ‘ j Blank Report

. Recent

Open a recently used report.

[C] Don't show this dialog box at startup.

Figure 72: Table or Matrix Wizard

The wizard will prompt you to select a dataset. Select Create... and click Next:
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New Table or Matrix (=)
Choose a dataset

Choose a dataset

() Choose an existing dataset in this report or a shared dataset

Browse...

@ Create a dataset

Figure 73: Create a dataset

Next is a one-time step, in case the dataset has not been selected:

Select Data Source @
Lookin: L& https:/fvaww.ppd.vel.aacva.gov/VCLReportSanver - &
CEs
€ Models
[[Auser Reports
[dvcL_one
Mame: Open
Items of type: [Daia Sources (*.rsds, *.smdl) v] [ Cancel ]

Figure 74: Select Data Source
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Now the wizard will display a report editor, which has a drag-and-drop canvas where you can
select the tables and columns that you need in your report.

Mew Table or Matrix @
Design a query

Build a query to specify the data you want from the data source.

@EditasText L_?lmport... | ] T Filter

MNew_PPD_Model o

Entities: %
=l Ad Hoc Report

=l Call How Heard

=l Call Responsis

E=l Co AS For Caller

EEl HT Follow Up

E=l Hotline Cal o
=l Hotline Cal Change -

»

[Lm
m

Fields: == |
} #Ad Hoc Reports 3
a Name B
asqL

< Back ][ Mext = ][ Cancel

Figure 75: Design a query
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Creating Ad-Hoc/Custom Reports from Scratch

ﬁ Reportl - Microsoft Report Builder

File Edit View Inset Format Report

Help

X M Design Report D, Run Report | 7 Filter [{= Sort and Group I:“:l

bsH
Explorer x
National Suidde Hotline PPD
a =
Entities: L 5
[ xsocrer: g
Call How Heard ¥

Avallable tables

=l Call Response Input

= Call Responsis

==l Co AS For Caller

=] HT Follow Up

=l Hotline Call

= Hotline Call Change

==l Hotline Call Prompt

==l Hotline Calls Detail

==l Hotline Calls Details H

=l Hotline Calls Details Vw A

m

Fields: s
} #Ad Hoc Reparts

4 Name

a sqL

Total rows: 0

Figure 76: Selecting an Entity

Explorer
Mational Suicide Hotline PPD

Entities:

2] Ad Hoc Report

Call How Heard

Call Response Input
Call Responsis

Co AS For Caller

2] HT Follow Up

(i

x f f | ' 1 ' | '
a5
s

m

Hotiine Call
Hotline Call Change
Hotline Call Prompt

Selecting an entity, populates all

[

Nearest Fadility Site Code

Patient Name

Patient Age

Caller Phone Number

Patient S5M

Patient DFM

Patient Gender

Patient Zip

Is Vet

Is Active Duty

-} Total Veteran Status
4 Military Branch

[ pate Of Change

Figure 77: Entity Fields

B OB RO OO R
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=l Hotline Calls Detail the fields far that entity
==l Hotline Calls Details H
&=l Hotline Calls Details Vw
Fields: =)
-} #Hotline Call Changes
# Hotline Call Id L2l

Total rows: 0

Filter:

79

Designing a report from scratch
requires the user to know which
Entity has the correct data element.
Each field corresponds to entries
within the HOTLINE
APPLICATION.
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Expk » . . . . . . . . f
Nafional Suicide Hotine PPD |
Entities: a3
= Hotline Call Change B

= sC

Total rows 0

Select a field (column) you want to see on
the report and drag it to the design canvas.

Figure 78: Select a Field

The user can add a new title to a report:

Fle Edit View Insert Format Report Help

- NEgd92 &« X _;Rgnﬂepmt | F Filter [= Sortand

]
I=
k

Group | v” v| B I O |[EE

,_.
;
:.
;

ik % . ; : ; ; : ;
National Suicde Hotine PPD __________________________________|

Entities: aQaE3 .
= Hotline Call Change -
= sC
= Mearast Fadlity 5
earest Facility Site | Patient Name
2 Code
Fields: B
i} =Hotiine Call Changes ;
# Hotline Call 1d [
4 Nearest Fadlity Site Code "
a
a patient Age i S ~

Figure 79: Add a new Title
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Click Run Report to generate a report based on selected data, and filtering criteria.

t Report Builder
Insert Format Beport  Help

& Design Report |5, Run Report | F Filt

b4

Figure 80: Run Report

After you have successfully created and tested your report, you may publish it so that it is
available for others to use later.

Note: This function is only available to “Super Admins” who have been setup as part of the
VCLREPORTMANAGER Active Directorygroup at AITC.

Thus, in the above manner, the Microsoft Report Builder tool has been seamlessly built in to the
VCL custom report functionality. It is a powerful and flexible report building tool, which may be
used either in the “Wizard” mode (recommended for tabular, matrix and chart-type reports). Or it
may be used directly, by advanced users, by simply cutting and pasting your select statements
into a text-based editor.

Microsoft Report Builder is an industry standard product offering from that company. Further

detail, in the form of tutorials, training and documentation regarding the usage of this powerful
tool, may be obtained from the Microsoft home page for this product.

Adding Parameters to Existing Reports:

Click on an existing report to open a parameter screen, where you can add parameters such as the
latest run dates, user names, VISN’s etc.

(=[O ]
| .: |:-§} https:/fvaww.ppd.vcl.aac.va.gov/VCLReports/Pages/Report.aspx?ltemPath=%2fVCL_One%2fRescue+ By+VISN+By+5ite+By+Month L-ac | i :n:,' ‘:::’
(2 Rescue By VISM By Site By ... | |
File Edit View Favorites Tools Help
f’-’h v [3 v [] mmm + Pagew Safety~v Tools~ ﬂv ,';F_l LE

Home = WVCL_One = Rescue By VISN By Site By Month Home | My Subscriptions | Help
Input the Year (Fiscal) in 'yyyy' Format: | | iew Report
——
H100% -

Figure 81: Adding Parameters
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Supply the input year in the specified format, and click View Report.

Rescue By VISN By Site By
Month
(Fiscal year runs Oct 1 - Sep 30)
VISN Site Name Octobe ovember | Decembe anua e Aug
731 688 728 750 4 14 11
Total 731 688 728 750 4 14 11
BALTIMORE, MD 1
Total 1
RICHMOND, VA 1
SALEM, VA 1
Total 1 1
MEMPHIS, TN 2
MOUNTAIN HOME, 1
TN
Total 3
ROSEBURG, OR 1 2
Total 1 2
LOMA LINDA, CA 1 1
SAN DIEGO, CA 1
Total 1 1 1
734 691 729 754 4 15 11
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Acronyms and Abbreviations

Term Definition

Admin Administration Assistant

CAC Clinical Application Coordinator

CBOC Community Based Outpatient Clinic

CPRS Computerized Patient Record System

CR’s Call Responders

ER Emergency Room

FU-F/U Follow-up

GFE Government Furnished Equipment

HHS Health and Human Services

HSS Health Science Specialist

HT Health Technician

ID Identification

IE Internet Explorer

MCL Military Crisis Line

MOU Memorandum of Understanding

MPI Master Patient Index

MST Military Sexual Trauma

OEF/OIF Operation Enduring Freedom/Operation Iraqi Freedom

PCP Primary Care Physician

PRF Patient Record Flag

PTSD Post-Traumatic Stress Disorder

SAMHSA | Substance Abuse and Mental Health Services Administration

SDV Self-Directed Violence

SHL Suicide Hotline

SPC Suicide Prevention Coordinator

SSA Social Services Specialist

SSN Social Security Number

TBI Traumatic Brain Injury

TIU Text Integration Utility

VA The Department of Veterans Affairs

VAMC The Department of Veterans Affairs Medical Center

VBA Veterans Benefit Administration

VCL Veterans Crisis Line

Vet Veteran

VISN Veterans Integrated Service Network
Veterans (Health) Information Systems and Technology

VistA Architecture

VISTADUZ | VistA Designated User Code

VSC Veterans Service Center

WT Warm Transfer
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